Introduction
Hotel competitiveness lies in the quality of service and human resources, which are the keys to the success of hotels in serving guests (Organ, 1988 , Karatepe, 2006 Podsakoff et al., 2000) . Companies need employees who are able to complete their main tasks, but also voluntarily encourage the effectiveness of organizational functions (Podsakoff et al., 2000) . Employees perform job duties in accordance with its role in the organization and be able to do something beyond the role, in order to realize the expected guest service and ultimately enhance competitiveness of the corporate. Organizational Citizenship Behavior (OCB) is defined as behavior that is part of the organization as a form of work that is beyond normal expectations and can provide more services to achieve organizational goals (Rea Andre, 2008) and will be a source of corporate excellence (Jan & Gul, 2016) .
OCB has become an important study in organizations because it can realize organizational goals effectively and efficiently in the short and long term. Various studies have been conducted to examine the antecedent factors that affect OCB, such as supervisory support (LePine et al., 2002) , participation in decision making (Muhammad, 2004) , job autonomy (Machuca et al., 2015) , job satisfaction (Nadiri & Tanova, 2010) , and engagement (Lyu et al., 2016) . The study of Work Life Balance (WLB) and its relationship with OCB, especially in the field of hospitality, is still very necessary, considering that hotel employees are required to always provide best service to the guests. High work demands in the workplace have the potential to reduce their personal lives which can have an effect on decreasing extra work behavior. Supervisory support is also possible to make a positive contribution to employee comfort and extra work behavior.
Based on the considerations above, this study focuses on the relationship between supervisory The purpose of this study was to examine the effect of supervisory support on work life balance and organizational citizenship behavior. Data was collected from 209 five-star hotels and four-star hotels staff in Malang, East Java, Indonesia, using a questionnaire. Data was analyzed using GeSCA. The research findings show that supervisory support has a significant effect on work life balance, but supervisory support does not have a significant direct effect on organizational citizenship behavior. Meanwhile work life balance has a significant effect on organizational citizenship behavior. These findings provide insight to managers that employees need emotional support and instrumental so that they can balance work life with their personal lives. A good life balance work will foster organizational citizenship behavior that has an important role in improving the performance and competitiveness of the company. support, WLB, and OCB in hotel companies. The specific objectives of this study are: (1) to investigate the effect of supervisory support on the WLB; (2) to investigate the effect of supervisory support on OCB; Ana (3) to investigate the effect of WLB on OCB.
Theory

Social exchange theory
Social Exchange Theory is used as an approach in understanding human resource issues in business organizations today. Social exchange theory may underlie the relationship between the parties involved in the company. The principle of this theory states that if one party benefits from the other party, one party will pay by providing benefits to the other (Blau, 1964) . Employees get benefits from the company not only in the form of financial benefits but also in the form of non-financial benefits. Nonfinancial benefits may include supervisory support. Supervisory support is perceived as a kindness given by the company to its employees. The supervisor has a very important and vital role in the organization because it has the duty to control the entire work process and become a bridge between managerial and operator. Superiors' support for their employees will help alleviate or even reduce the stress experienced by employees at work. By supervisors' support, it will be able to divert the stress experienced by employees when faced with the demands of work, but they do not have control over the work. Supervisory support reflects the extent to which an employee's supervisor is seen as good, caring and able to provide emotional and instrumental assistance when needed (Bacharach & Bamberger, 2007) .
The kindness of the company to employees in the form of supervisory support, creates a feeling of pleasure because employees have sufficient time to balance their working lives with their personal lives. The balance between the demands of work and personal demands are important aspects are taken into account by the employees. Employees feel comfortable when the company facilitates and opens opportunities for employees to carry out work tasks without ignoring their personal lives, such as their domestic life, hobbies, and other personal activities. Work Life Balance is important in making employees feel comfortable while working. Feelings happy are a form of benefits received by employees so that employees return the favor with positive behavior, namely OCB. Employees voluntarily help other employees and organizations in improving performance and competitiveness.
Supervisory support
The supervisor has a very important and vital role in the organization because it has the duty to control the entire work process, staff behavior, and become a bridge between managerial and operator parties. In addition, supervisors are also required to provide support to their subordinates so that they are always motivated and show maximum performance in their work (Gillet et al., 2013) . Supervisor support for employees will help alleviate or even reduce the stress experienced by employees in work (Karatepe & Babakus, 2007; Suan & Nasurdin, 2013; Yang et al., 2016) . The support from the boss will be able to divert the stress experienced by employees when faced with the demands of work but they do not have control over the work. Supervisory support reflects the extent to which an employee's supervisor is seen as good, caring and able to provide emotional and instrumental assistance when needed (Bacharach & Bamberger, 2007) . Bhate (2013) defines supervisory support as the extent to which leaders assess employee contributions and care about employee welfare. Employees need motivation to generate greater effort, and more personal resources, in carrying out innovative tasks. When supervisors show their concern for their employees, employees also tend to receive support and attention from their supervisors. Employees who get support from supervisors often feel obliged to give reciprocation for the help or kindness provided by the supervisor by helping supervisors to achieve their intended goals. Strong supervisory support will improve the quality of employee work and it will increase employee job satisfaction, contribute positively to both employees and the organization and reduce turnover (Bhate, 2013) . Supervisory behavior and support is one indicator of organizational support because a supervisor is an intermediary from an organization that is directly responsible for managing employees as subordinates. Characteristics of supervisor support shown by their tolerance for employees who are experiencing difficulties with the work assigned to them, to reward outstanding employees and provide incentives to employees with better performance. It is important for supervisors to listen and pay attention to employee complaints about various matters relating to work, even though it does not change anything but at least can make employees feel better (Wicks, 2005) .
Work life balance
Work life balance is important as one component in creating employee work comfort because employees as individuals, not only have life in the company, but also have life as a person, life in family, life in society, and life in other organizations. Delecta (2011) defines work-life balance as the ability of individuals to fulfill work and commitment in their family life, as well as other non-work responsibilities. Meanwhile, according to Frame & Hartog (2003) , work-life balance means that employees can freely use flexible working hours to balance their work or duties with other commitments such as family, hobbies, arts, studies, and not only focus on their work. Work-life balance has important consequences for employee attitudes towards their organization, as well as for the lives of employees. Work life balance also means that employees can freely use flexible working hours to balance their work or duties with other commitments such as family, hobbies, arts, studies and not only focus on their work. Kalliath and Brough (2008) describe several views of the definition of work life balance from several previous researchers. First, work-life balance defined as multiple roles. Work-life balance is seen as a dual role, where there is a bidirectional relationship. This means that in the dual role, there are positive and negative influences, both in home-to-work and workto-home relationships. Second, work-life balance defined as equity across multiple roles. The definition of work-life balance is further investigated with a focus on the balance of time or one's satisfaction in carrying out his dual role. Third, work-life balance defined as satisfaction between multiple roles. Clark (2000) argued that work-life balance is a good satisfaction activities, at home and at work, with a minimum of conflict level. Fourth, work-life balance defined as a fulfilment of role salience between multiple roles. This view focuses on work-life balance as something that has dynamics, so it may change in line with changes in an individual's life. Work-life balance defined as a relationship between conflict and facilitation. Fifth, , work-life balance defined as perceived control between multiple roles. Work-life balance can also be interpreted as a level of autonomy that an individual must have in fulfilling the demands of his dual role.
Lockwood (2003) defines work-life balance is a state of balance between two demands where the work and life of an individual are the same. Finally, Brough and Kalliath (2009) defines work life balance as to the extent to which the involvement and satisfaction of individuals in carrying out roles and psychological involvement with their roles in work life and personal life (for example with partners, parents, family, friends and members of community) and there is no conflict between the two roles. It can be said that individuals who pay attention to the life balance of work and personal life are individuals who are more concerned with their psychological wellbeing than purely pursuing wealth.
Work-life balance is a challenge for companies in creating a supportive culture within the company where employees can focus on working when they are in the workplace with the aim that employees get the opportunity to be able to balance the demands of work with household responsibilities. The essence of work life balance is the company's efforts to improve welfare, improve job satisfaction, meet family expectations and needs, and fulfill employee expectations such as a better life, a working life that is more meaningful and beneficial for him. According to work-life balance programs include resources for parent and child care, employee health and welfare, relocation, and others. Many companies offer family-friendly benefits that employees need to balance life and work, which includes flextime, job sharing, telecommunicating and others.
Lewison (2006) mentions several advantages with the implementation of work-life balance programs. First, it reduces absenteeism. Usually the cause of lazy employees is family responsibility and personal stress factors. This problem can be overcome by setting flexible working hours. Second, reducing turnover. Flexible working hours are proven effective in maintaining employee commitment to the company. Third, increase productivity. Minimizing the level of work stress will have an effect on increasing employee work productivity. Fourth, overtime costs are reduced. Flexible work hours scheduling has a good impact on reducing overtime and stress hours which are directly proportional to reducing overtime costs and increasing employee work productivity. Fifth, client retention. Flexible working hours arrangement will make employees give more value to clients, when employees provide greater service, they will help retain clients because satisfaction from the client increases.
Organizational citizenship behavior
Every organization needs Organizational Citizenship Behavior to improve company performance and competitiveness. With OCB, it will increase efficiency and achieve corporate goals. Robbins (2003) , argues that successful organizations need employees who work beyond their formal duties.
Organizational Citizenship Behavior according to Organ (1988) is a choice behavior that is not related to the organization's formal reward system but can increase organizational effectiveness. Dyne and Illies (2008) , argues that Organizational Citizenship Behavior is an "extra-role behavior" that is beneficial for the company.
According to Podsakoff et al (2000) , OCB is a discretionary individual behavior, which does not directly and explicitly get expectations from a formal reward system, and which overall drives the effectiveness of organizational functions. Schermerhorn et al.
(2010) stated that, "organizational citizenship behavior is willingness to go beyond the call of duty or go to the extra mile in one 's work".
Organization citizenship is the willingness to carry out work outside their obligations. Luthans (2011) defines Organizational Citizenship Behavior (OCB) as "an individualized recognition, not a formal reward system, and an aggregate promotion of the effective functioning of the organization. stated "organizational citizenship behavior (OCB) is discretionary behavior that's no part of an employee's formal job requirements, but which promotes the effective functioning of the organization". Colquitt, LePine dan Wesson (2015) stated "citizenship behavior is defined as voluntary employee activities that may or may not be rewarded but contribute to the organizational by improving the overall quality of setting in which work take place".
The benefits of OCB for organizations according to Podsakoff (2000) : (1) OCB increases the productivity of coworkers; (2) OCB increases manager productivity; (3) OCB saves resources owned by management and the organization as a whole; (4) OCB helps save energy a scarce resource for maintaining group functions; (5) OCB can be an effective means of coordinating work activities. Showing civic virtue behavior (such as attending and actively participating in meetings in work units) will help coordinate among group members; (6) OCB increases the organization's ability to attract and retain the best employees; (7) improve the stability of organizational performance; (8) OCB increases the ability of organizations to adapt to environmental changes.
Factors that influence the emergence of OCB are quite complex and interrelated with each other (Organ, 1988) . OCB can develop in a conducive organizational culture and climate. A boss who cares for subordinates is a supporter of creating positive employee behavior. In such situations, employees feel happy to work and are able to live a work life and personal life in a balanced manner. The implication is the emergence of positive employee behavior to help colleagues and help companies achieve their goals. George and Brief (1992) stated that one's willingness to help others also affected moods. If the organization respects its employees and treats them fairly and the working group climate is positive, employees tend to be in a good mood. Sloat (1999) suggests that employees who have a good mood will voluntarily help other people and companies.
Relationship between Supervisory Support and Work Life Balance
Supervisory support has a very important role in helping employees to achieve a balance of work roles and family roles (Hammer et al., 2009) . Bosses contribute to balancing the work life of employees with the lives of individual employees. Through supervisory support, employees are able to harmonize their responsibilities related to work with responsibilities within their families. Bosses provide opportunities for employees to enjoy their personal lives without reducing the obligation of employees to complete their duties at work. The results of the study by Machuca et al. (2015) show that supervisory support contributes positively and significantly to work life balance. Based on theoretical studies and the results of the research, the following hypotheses can be formulated: H1: Supervisory support has a significant effect on work life balance 2.6. Relationship between supervisory support and organizational citizenship behavior Organizational climate is an initial condition that can create OCB among employees (Organ, 1988) . The organizational climate and organizational culture can be the cause of the quality of the development of OCB in an organization. If employees are treated spatially by superiors, employees will support the organization's goals. Bosses can create a comfortable mood and have implications for the willingness of employees to help others (George & Brief, 1992) . Mood is not only influenced by personality but also influenced by situations, such as organizational climate, support from superiors, and other organizational factors. Employees are valued in the workplace and treated fairly so employees are in a positive mood so they voluntarily provide assistance to others (Sloat, 1999) . The results of previous studies indicate that supervisory support has a direct effect on OCB (Podsakoff et al., 2000; LePine et al., 2002; Yadav & Rangnekar, 2014) . The second hypothesis is as follows: H2. Supervisory support has a significant effect on organizational citizenship behavior.
Relationship between Work Life Balance and Organizational Citizenship Behavior
Work-life balance is an individual perception that work and non-work activities must be commensurate and encourage growth in accordance with the individual's life priorities at this time (Kalliath & Brough, 2008) . Employees are individuals who have personal interests who do not want to be bothered by work interests, and vice versa. So that the balance between personal life and work life is a concern for employees and companies. Employees who feel they have a good work life balance feel that they are in a comfortable work environment that creates positive behaviors that contribute to the company. This is relevant to the opinion of Baral and Bhargava (2008) who argue that work life balance has implications for attitudes, employee good behavior is important for organizational effectiveness. Positive behavior of employees in the workplace is reflected in OCB where employees are willing to do various things for the organization they work in, beyond what is their duty and obligation. Raddaha (2012) and Masum et al. (2016) have proven the effect of work life balance on organizational citizenship behavior. Based on the explanation above, the following hypotheses can be formulated: H3: Work Life Balance has a significant effect on Organizational Citizenship Behavior.
Research Methods
Closed questionnaires are used as research instruments. The questionnaire contains questions about the characteristics of respondents and items related to the research variable. The Supervisory Support dimension according to Mohamed and Ali (2016) includes 3 things, namely respecting views and ideas of employees, collaborative approach in supervision, and safe feedback. Respecting the views and ideas of the employees is to respect and appreciate the views or ideas of employees. Collaborative approach in supervision, namely supervision that involves employees to find the best solution. Safe feedback is an award by the leadership towards the input of employees to improve the organization. Kula and Guler (2014) supervisory support measures include welfare, pay attention, get job done, work together, credit for well, criticize, dan backup. The indicator of this study was adapted from the indicators developed by Mohamed and Ali (2016) and Kula and Guler (2014) .
Work-life balance measurements in research adapted from Clark (2000) include: (1) Border is an employee who has the opportunity to do his personal work without reducing his duties and responsibilities as an employee; (2) Permeability is an employee has the opportunity to take emergency actions for his personal interests without reducing the duties and responsibilities as an employee; (3) Flexibility, that is, the company provides opportunities for employees to work flexibly so that employees are able to balance work with their personal lives; and (4) Blending means that employees are given the opportunity to combine work assignments while living their personal lives.
According to Organ (1988) , OCB is built from five dimensions, each of which is unique, namely: (1) altruism, helping others to do their work; (2) conscientiousness, which is about the performance of the role prerequisites that exceed the minimum standards, for example not absent from work days;
(3) civic virtue is participating behavior and showing concern for the survival of the organization; (4) sportsmanship is showing willingness to tolerate unfavorable conditions without complaining; and (5) courtesy is behavior that is polite and in accordance with the rules so as to prevent interpersonal conflicts from arising. Meanwhile Smith et al. (1983) states that OCB involves several behaviors such as helping others, volunteering for extra tasks, obeying the rules and procedures in the workplace. These behaviors illustrate "the employee added value" and is one of the forms of prosocial behavior, the social behavior of positive, constructive and meaningful help. Graham (1991) proposed three forms of OCB, namely: (1) obedience that describes the willingness of employees to accept and comply with organizational rules and procedures; (2) loyalty that reflects the willingness of employees to place their personal interests for the benefit and continuity of the organization; (3) participation which describes the willingness of employees to actively develop all aspects of organizational life. Participation consists of social participation, advocacy participation, and functional participation. Podsakoff et al. (2000) divide OCB into seven dimensions, namely: (1) helpful behavior; (2) compliance with the organization; (3) sportsmanship; (4) loyalty to the organization; (5) individual initiatives; (6) social quality; and (7) self development. Finally the indicator of this study adapts to the Organ indicator (1988) .
All research variables were measured using a graded Likert scale between scores 1 to 5 ("strongly disagree" to "strongly agree"). The instrument test was carried out on 30 respondents and the results showed that the overall item had a validity coefficient above 0.3 and Cronbach's Alpha (reliability) was greater than 0.6 so the questionnaire could be used for subsequent data collection. The unit of analysis of this study is permanent employees who work in star hotels. Data was collected from two five-star hotels and seven four-star hotels in the city of Malang, East Java, during the simple randomly selected June-July 2018. It is known that the total population of the study was 439 employees. 209 sample sizes are determined based on the Slovin formula. The sampling technique used was proportionate stratified random sampling, namely choosing respondents proportionally and randomly based on the stratification of positions. Questionnaires were given to respondents who had been chosen randomly.
Results
Respondent profile and confirmatory factor analysis
Most of the respondents were male (64.6% male and 35.4% female) and most were young (≤ 25 years old 15.8%; 26-35 years old 47.4%; 36 -45 years old 23.9%); and ≥46 years 12.9%). The majority of respondents were married (married 76.6%; not married 23.4%) and had a relatively short tenure (length of employment ≤ 10 years 80.9%); 11-20 years 18.2%; 21-30 years 0.5%; and ≥ 30 years 0.5%).
Crosscheck validity and reliability using convergent validity and discriminant validity. Table 1 shows the results of the analysis of the 2nd order measurement model and all dimensions produce a loading factor greater than 0.6 and the AVE root value in each dimension is greater than the correlation coefficient between dimensions. Thus convergent validity and discriminant validity of all indicators are stated to be fulfilled. 
Structural equation model
The analytical tool used in this study is GeSCA. Goodness of fit model in this study is used to test the feasibility of the construct model that is formed. The test index used in the GSCA analysis is Fit, GFI, and SRMR. The results show that GFI is 0.973 ≥ cut off value (amounting to 0.9) then the construct formed is appropriate (decent or good fit). SRMR (.079) ≤ cut off value (0.08) then the construct formed is appropriate (decent or good fit). The Fit value of 0.731 shows that the diversity of organizational citizenship behavior can be explained by the overall model of 73.1%, or in other words, the overall contribution of supervisory support and work life balance variables to organizational citizenship behavior by 73.1%, while the remaining 26.9% is the contribution of other variables not discussed in this study. Hypothesis testing is done by comparing the critical ratio (CR) with t-table. The hypothesis is accepted if CR has a greater value than t-table. Hypothesis 1 states that supervisory support has a significant effect on Work Life Balance. The results show that the CR value of 3.73> 2.00 (t-table) can be concluded that supervisory support has a significant effect on Work Life Balance and Hypothesis 1 is accepted.
Hypothesis 2 states that supervisory support has a significant effect on organizational citizenship behavior. The results show that the CR value is 0.91 < 2.00 (t-table), it can be concluded that supervisory support does not significantly influence organizational citizenship behavior and Hypothesis 2 is rejected.
Hypothesis 3 states that Work Life Balance influences organizational citizenship behavior. The results show that the CR value of 3.79> 2.00 (t-table) can be concluded that Work Life Balance has a significant effect on organizational citizenship behavior and Hypothesis 3 is accepted. 
Discussion and Conclusion
This study aims to investigate the effect of supervisory support on Work Life Balance. The results of the study show that supervisory support plays an important role in improving Work Life Balance. The results of this study are consistent with Hammer et al. (2009) , which states that supervisory support helps employees to achieve a balance of work and family roles. Through supervisory support, employees can align work responsibilities with family responsibilities. The results of this study also support the study of Machuca et al (2015) that supervisory support has a positive relationship on employee work life balance. Based on these findings, the company needs to design a principal task that has functions such as to support subordinates in achieving goals. The form of support can be in the form of technical support and psychological support so that employees are able to achieve the targets set by the company and have a happy feeling when carrying out the task. High job demands at the hotel can create work stress and create discomfort in the workplace that has the potential to disrupt the personal life of employees in the family. Through supervisory support, work stress is reduced so that the work life and personal life of employees will be balanced.
This study also aims to investigate the effect of supervisory support on organizational citizenship behavior. The results showed that supervisory support had no significant effect on organizational citizenship behavior. The results of this study do not provide empirical evidence on the Social Exchange Theory (Blau, 1964) which states that in social interactions if one party benefits then it will try to return the favor. In the context of this study the benefits provided by the company to employees in the form of supervisory support were positively responded to by employees but the effect was not real. Supervisory support does not significantly affect employee behavior that is profitable for the company such as willingness to help coworkers, participate in helping the company, willingness to work beyond standards, avoid conflict, and other behaviors that benefit the company. The results of this study are not in accordance with the results of research from Yadav and Rangnekar (2014) and Suan & Nurdin (2013) which states that strong organizational citizenship behavior can be built from strong support from the leaders. In the context of this study, supervisory support has no significant effect on organizational citizenship behavior because most of the respondents are highly educated so the supervisory support role is not too important in directing OCB. The higher the education level of the employee, it is possible for employees to have high knowledge and insight, so that the role of supervisor support is not necessary.
This study also aims to investigate the effect of Work Life Balance on Organizational Citizenship Behavior. The results of this study indicate that Work Life Balance has a significant effect on Organizational Citizenship Behavior. The balance between the role of employees in work and the role of employees in the family has a positive effect on employee behavior in the workplace in the form of extra behaviors outside of their main tasks, such as helping coworkers, providing important information for organizational continuity, volunteering working outside the main task without reward. and other behaviors that help organizational goals. Such employee behavior is important in realizing company competitiveness because companies are more efficient and companies obtain important information from employees that have the potential to harm the company. The results of this study can be taken into consideration for companies to implement programs directed at realizing work life balance, such as recreation, family gatherings, scholarship programs for families of employees, and other relevant programs.
Our conclusions show that Supervisory Support has a significant effect on Work Life Balance, Work Life Balance has a significant effect on Organizational Citizenship Behavior, but Supervisory Support does not directly influence Organizational Citizenship Behavior. These results indicate important findings related to the role of Work Life Balance as a mediator of the relationship between Supervisory Support and Organizational Citizenship Behavior. Good Supervisory Support creates Work Life Balance among employees so that it will enhance Organizational Citizenship Behavior.
This study has limitations so it provides recommendations for further research. First, this study has not examined respondents' characteristics such as age, gender, education, and marital status which can have different effects on Supervisory Support, Work Life Balance, and Organizational Citizenship Behavior. Subsequent research is recommended to include demographic factors in the study. Second, this study is cross sectional so it is recommended to conduct longitudinal research so that it can be compared between times.
